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Citizen Engagement Metrics

= How are we engaging with citizens?
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Citizen Engagement Metrics

= Do the engagements align with your business goals?
= Do you have performance measures in place?
= Have you developed standardized measures?

= Have you aligned standardized measurement framework
with your organization?
— Internal Roles
— Processes
— Policies
— Stakeholder
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Citizen Engagement Metrics

Experience: Revisit traditional measurements for Public
Relations/Customer Relations

Learning: Research social media measurement tools and
vendors

Requirements: Define requirements for your
measurement tools and then select products

Commitment: Develop your measurement program to
meet your program goals

Action: Put your measurement program in action and
measure your efforts
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America.gov

= America.gov’'s measurement framework is based on three
key objectives:
— Reach
— Engagement
— Credibility
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America.gov Erwsic B (soamcn
- Engaging the world

Reach

s Presidential Summif on 2

= RSS Feeds = Features yUpe |ENTREPRENEURSHIE

United States April 26-27, 2010, to share ideas.

Meet the Delegates

= Widgets = Video
= Podcasts S

= Social Bookmarking
Tools = Photo Gallery

= Page tools = Mobile

GREAT

Baakmark with: ..Delicious QEfDigg ltfE’rech:li': I]Facehook C’-ilJStun'ubIeLlpon What's this?

Home American Life Economy Global Challenges International Relations Word Regions Communities Multimedia Publications

Thiz zite delivers information about current LS, foreign policy and about Armerican life and culture, It is produced by the U. 5, Departrment of State's
Bureau of International Information Programs. Links to other Internet sites should not be construed as an endorserment of the views contained thersin,

Services: Email Updates R5SS Feeds widgets Maobile what's Mew
Editions: Espafiol Frangais PucckmiA G“’Jj ‘:F'j[ [
&) America.gov
Communities: Blogs Social Metwarks
Multimedia: webchats 2 Webcasts Photo Gallery Podcasts Video
Publications:  Article Alert Boaoks elournal USA Student Corner Weekly Mewsletter Features

About Us Contact Us Site Map Privacy .5, Department of State USA. gow SGovernmeant Links
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Engaging the world

Home American Life Economy Global Challenges International Relations world Regi

Soc_lal Networks

Reach: Social Networks

IN THIS SECTION

= TWITTER SITES =

= Facebook facebook

americagov (America.gov)
americagovfr (America.gov en

ﬁ Global Conversations: Cimate is on Facebook Francais)
. Sign up for Facebook to conneet with Global Conversations: Climate. americagovesp (America.gov en
= Twitter
Global Conversations:

americagovalert (Article Alert)

Wall Info Discussions Boxes = Obama Today

uTu limat
| ] YO b e C I mﬂ e Aldren Rivera We should not only plant] = i
OIN everyone's heart to love our home. Iam f b k
Jo et  faceboo
of mather nature. The change start vith

if we start now. We c...

ACT i
AU eJournal USA is on Facebook

.
. F I I C k r 3hours ago - Comment - Lke - Report Sign up for Facebook to connect with eJournal USA.
GLOBAL coarsalusa.
CONVERSATIONS the more we adapt to (modern) technolo,
because I abserved that in history people

wall Info Boxes YouTubeBox MyStuff  Poll

machineries like we are using today. The

= “:is changig. Whatwil it e e Q Fiters
ifont the problem? What ‘ 3 eJournal USA “Wehope sincerely that [Nigerian President Yar'Adua's] health
ction? Join the See More MMU issufficientto enable him to fully resume his official duties." News video at
uu u Search Create Account or Sign In i discuss courses of & hours ago * Comment * Lke * Repart 7 http://bit.ly/bFTefa. Can a healthy Yar'Adua ensure the stabiity of Nigeria?

- United States Welcomes News of Nigerian President’s Return
Liimate Global Conversations: Climate Respon o o
PAIE crissions as the problem of climate chan Pelessie Vet o i

5 yyhose lifestyles require the level of enert . ive, productve relationship with that na font Secretor
— ¢ Areaerica aov le\\:lepc\l s the Urited States hopes Nigera gt the &

poltc
Login Join Tuiter!

Home Videos Channels Shows Subscriptions  History | Upload éﬁ?:mimgw)

AME IGA.GOV ===
u .

ENGAGING THE WORLD

ﬂveste\dan‘at 12:15pm - Comment - Lie
shed by the

Y Meme, Rie, Rose and 12 others ice this

erica.gov {0 view all 11 comments:

- Mary Joji Jagnaan agree with Riddestone.
about an hour aco

Hey there! americagov is using -
> O Search reate Account or
AR Upicad= Twitter. You s Home Videos Channels Shows ('i H‘*‘E“W Liploa

Twitter is a free service that lets you keep in touch with people through from w
the exchange of quick, frequent answers to one simple question: What's
happening? Join today to start receiving americagov's tweets

DEMOCRACY (p

DEMOCRACY HAS A
NEW CHALLENGE OUR VIDEO.

"= americagov

GOV

Gallery important Detail

Browse Videos

Health care summit - As many
Americans and international
MICHELL audiences know, Pre5|dent0bama

AMER BLIC D]H_DMDC\(% has faced many challenges ..
http //ow Iy/16 exs

nmm»y Democracy s
Chalknge.

<|/‘\l@

Democracy s ibe Democracy s
2 rainbow POSSBLE

#Women key to more prosperous #Afghanistan. http //ow.ly/1bkGh

RT @TravelGov. New #Travel Warning for #Yemen:
niip//oit.ly/de 1u3Q Recommend that U.S. citizens defer non- — o315 i B9 :’

essential travel #security P . DEWOCRACY S  DEWOCRATI  Democracy gives
i Democracy Challenge: "Democracy is... the right of Ii FREEDOM OF . PARADIOUMpG  cor ts e wortd

From: jusnppatino

U5 welcomes #Migeria President’s return, calls on all Nigerians to
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Engaging the world #
Home American Life Economy Global chall International Relati world Regions ~ Communities  Multimedia Publications
Youwarein: > Home > Blogs at America.gov > New Enterprise V Print &

BLOGS at AMERICA.GOV Show all Blogs

NEW

Engagement:
= Website

ENTERPRISE Subscribe to RSS SIS

Moving from an idea to a successful venture. It takes the right business DU ane Ao
climate. Does the government protect your intellectual property? What does

our community do to encourage entrepreneurs? Join the discussion.
L ky g 2 Andrzej Zwaniecki has covered

[ | B I Ogs business, economic and related

issues for America.gov and other

Talking Turkey, by Phone " u.s. public diplomacy projects.

) \ ; Earlier, he was 3 radio broadcaster, reparter
— By Guest Author, 24 April 2010 and feature-story writer. Full Biography »

= Commenting

Fatih Isbecer is one of many entrepreneurs coming to the Presidenti=l Summit an

aad

Post as Guest

Entrepreneurship from countries with sizeable Muslim populations, Af

Showing 2 comments
and chief executive of Pozitron, 5 virelass communications company i
g Sort by 9 subscribe by email 0 Subscribe by RSS

and supports high-impact entrepreneurs in emerging markets.
Mr Segun 5 hours ago

1 Fatih Isbecer:

When I was at a high school in Daytona Be oy are very correct in your analysis of the entrepreneurial situation in the country.
exchange student from Istanbul, I was fille another point worth noting is that most people in Nigeria don't want to work for money
spirit and loaded with different tech ideas. (like having a businesses) but mostly want to earn money (salaries/wages).

for us to have a successful penetration of the entrepreneurial behavior in Nigeria, people
need to know that establishing a business is better for both them and the country.
change would eventually affect Turkey. Afe  wE NEED TO SPREAD THAT IDECLOGY.
Turkey, with some classmates from Istanbr

Social Networks

the U.5.A. was experiencing a technology r

& Verified Account started a small business that focused on W 129

a merlcagov Name America gov of techies’ playground from which I "graduz
Location Washington DG but not less fun - business. ! john Agbor 19 hours ago
Web hitp:/iwww.americ.

EoEngaging e wond In 2000, 1 started Pozitron, an R&D-based *

11 5124 437 1 halisua it's nnnd for Africa, Pls make it work for us not just talk.
Cool book! principles of folowing folowers  listed

#Entrepreneurship - Building & i iy

! i C Tweet 3
business running essentials from e Wal Info  Boxes VouTubeBox MyStff  Poll >
H = Favorites
ﬁlannlng stages 1o marketing Q Fiters
ttp//owly/1 dPJ  alowing eJournal USA Live web event! Join us today for the Presidential Summit on
a V| T—— e "R Entrepreneurship! 10:00AM EDT / 2:00PM GMT. Download a full 2-day schedule of
S N o ﬁ' m g u( CO.NX Summit events at: http://bit.ly/bkpQVp.
3 ~ | ANew Beginning: Presidential Summit on Entrepreneurship
Presidential Summit on #Entrepreneurship: Delegates from 50+ Eioeoe tps:statedeot connectsoltions.com/esummic o & eodic B racebook W stumbleupon whar's this?
countries come to the US April 26-27 to share ideas & " - @ n! A - 10:00AM Monday, Aped 25t
hitp://ow.ly/1BdiF #FESummit AMmerica aov

nomy | Global Challenges = International Relations = World Regions

ut cur

about 2 hours ago via LB,
. S o @i elournal UsA s published by the
%]

Check out this great new video on the Presidential Summit on United States Department of State
View all

#Entrepreneurship http/fow ly/1CjyF #0bama #ESummit

. ) I Bureau of Interational Information

Programs. http: /america.gov &]] about an hour ago - Comment - Like

&) Eny, Emmanuel, Siddhant and 33 others like this. Services: Email Updates RSS Feeds Widgets Mobile

Join us for a #facebook discussion on #enirepreneurship.

http://ow.ly/1COQZ #ESummit 115,564 People Like This 2 View all 5 comments Editions: Espafiol | Frangais | Pycckmii | 6 | B30

RSS feed of americago

about 3 hours age via Hol tweets i Rohit Rajdhan f~==
15 minutes ago
Finance expert leads #Egyptian banking institute: Egyptian
5 T Annette Tom Onyango This sure is a sustainable way to achieve MDG
ﬁ{?a”‘ﬁ"";’ﬂ g:gmghls role of financing in #entrepreneurship s b o E Tl e el el

anything to by, then, its just about time to start teaching @
this 40th Summit on the subject of how to catch fish”; not how
to dish. To me that's pragmatic towards entrepreneurship!

Education is in itself a means tonards Human Resource
See More

Garry Fathma  Mehamed ==
7 minutes ago

Badesha  Haf Rilwan
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Scientists Say Global Warming Affects
ONE MILLION TREES IS
- 7~ -

o ral 17 LNITErL - LIke African Meteorology Services Gear Up
[ ] [ ] [ ] for Climate Change
r I I I I L li Global Conversations: Climate 1 Million Trees Photo Gallery - See photos of
° & ?gﬁie Gashaw Tahir's tree-planting project in Ethiopia. Should reforestation be a centrg Jeeland Volesho fEsGlonal Foonomi
41 component of strategies to combat global warming? fmeact

Photo Gallery - America.gov Going Green a Military Win-Win

Dial
ialogue
Energy

Bonn Delegates Prepare for Next U.N.
Climate Conference

= Promote Advocacy o

&Y Patrica, Tere, Emma and 18 others like this.

Comment - Like

Energy Innovation Can Help Fight

_ Climate Change
President Obama is

challenging peaple ta
make small changes in
their daily lives to protect

Todd Almond CO2 is already making trees grow faster,
.canadafreepress. comfindex. php fartice21833

= Community

Study: Climate Change Contributes to
Malaria Spread

Hania Touseef Pl

RSN EMOCRACY HAS A VOTE!
B NEW CHALLENGE DEMDGRA,,E;! - R

Yesterday at 10:3]

=  Partners

Gaurav Singh pl3 Editions: English | Espaial | Francais | Pyconii
‘Yesterday at 1

20 af:"’“ﬁ

R

e gic lerez prob)|
vnu Search | Browse | Upioad o Sign In bt global war
fday at 9

d Abd Elad

DEMOCRACY HAS A DEMOCRAC Esimnr
NEW CHALLENGE e e ot o

& ted to play p

ate change

[day at 3:44d | The Prize

YOUR VOICE. YOUR VIDEO.

The Challenge

Create a video short that completes the phrase "Democracy is.."

[ o Jrsorrionad

a Alihi,hr An all-expense-paid trip to Washington, New York and Hollywood to attend

[ gala screenings of the winning videos, gain exposure to the U.S. film and television industry and
THANK YU U I meet with creative talent, democracy advocates and government leaders. Learn More
= N 1) ——n )17

P 44 pp il CC = SHARE

THANKYOU FOR YOUR SUBMISSIONS! ENTER NOW!

REMEMBER TO VOTE!
JOIN THE CONVERSATION ON: you

MAY 15™ - JUNE 15™

JOIN THE CONVERSATION

|

cosioee v asp & E3

O Bockmark with: WY Dlicious vigs @ redait Bl Facebock T srumbleupon

MEET DEMOCRACY ADVOCATES! LEARN MORE

UR PARTNERS

. (M Tube}
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America.gov Web Report

Campaign America.gov: All
Dates March 2010
Theme(s) Reach Engagement | Credibility
Campaign Duration . N
Campaign Periads by Views Visits Avg. \.lrusrt Interr?a.llonal
Key Phrases Aggregate Repart Duration Visits
ponen e 39,546,723 8,893,430 |  6:41 76%
Reach Measure Actual Score
Total Visits Visit 1,634,745 W 143 PN ] 3,260,857 1,634,745 4:50 68% J
2,071,938 1,120,710 4:31 65% ’
Engagement
Visit Depth (Page “Views + Events + Downloads) / Visits Calculated 20 m_ -1.56 ’QW'A‘C 279,539 1 14, 3h3 19 T9% a
Average Visit Duration Minutes 4:50 M -0.65 l-,«ﬁ.vls-‘;
164,140 62,579 514 5% ‘
Credibility/Legitimacy 197 706 58 796 633 839, ‘
International Visits (%) Visit L — or S ’ ' '
110,481 41,883 £:32 84% o
Reach (Potential) Measure Actual 170,346 48,270 332 92% 0
Media Placement When Applicable 240784 124,057 543 a5%, ‘
Google Ad Impressions Impressions 597,508,823
Quantitative Feedback 36,285,866 7,258,685 8:18 BAY: J
Views Wiews 3,260,857
Page Views Views 2,397,178 2,147 316 582,836 8:58 61% ,
Events {ie: Video, Polls, Calendars) Events 863,679 9.ﬂ02.623 1,?93,21 D 9:39 ?1% ’
Videa Views Events 226,325
Downloads (POFs. MP2s) Downloads 23,058 9,340 365 1,906,317 730 T9% *
Events per Page View (Events/ Page Visws) Events 0.4 7&-&: 3‘{:?4-35’5 ?98.233 8:{]2 ?2% J
Google Ads Click Rate (Clicks / Impressions) % 0.11% _/s..N_' —
Search Engine Rankings See languages/packages 2.591.053 653,650 T:08 51% ,
10,120,638 P 1,609,439 8:34 63% ,
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America.gov Channel Report

= eJournal USA Facebook: 114,891 fans

= Democracy Video Challenge Facebook: 35,325 fans

s Global Conversations: Climate Facebook: 24,876 fans
= America.gov Twitter: 5,102 followers

= America.gov Flickr: 197,264 total photo views

= America.gov YouTube: 307,703 total video views
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merica.gov Channel Report

ﬁi | Ads Manager | Pages | Help | Export Data Promote your page

b
. 99 Interactions This Week [7] 40 Likes 51 Comments 1 1 Wall Posts 1 .3::0?::1““ 7

Americagov
Subscribe
Add as Friend |

Fans Who Interact With Democracy Video Challenge

Interactions Over Time Learn more

Block User | Send Message
Chanasa graple | Ienercsiens | ¥ 6 1 Active Fans This Week [7] B 12 since Apr21
B Total Interactions E wall Posts 5 Ukes
o Male Female Male Female
I 74% 23%
13-17 B% 2% 10%
18-24 26% 3% 29%
Profile 25-34  20% B% 28%
. . 35-44 0% % 17%
Name: America.gov 45-54 % 3% 10%
" 14 55+ 3% 0% 3%

Channel Views: 74,281

Total linload Views: and 205
Select Profile: americagov =l Show stats for the last: 24 Hours | 7 Days | 30 Days | Date Range Top Countries Top Languages
Indonesia English {US) 1
Print Download C:! United States Spanish 5
¢ Pakistan French {France) 3
Dally Clicks Bosnia and Indonesian 3
L Herzegovina English {UK) 2
o Malaysia Spanish (Spain) 2
80 ., / H =
\ ., ) 5 - Venezuela Lithuanian 2
w0 ., =) e \ = o Costa Rica Traditional Chinese 2
g \ "'n...—.-..' g O \ / Egypt (Taiwan)
20 e, ——— b . . o Lithuania German 1
'@, (o i i
. g \. o . — ! 5||!gapore Persm_n 1
T T T T T T T T T T T Taiwan Croatian 1
Mar 27, 2010 Mar 30, 2010 Apr02, 2010 Apr 05, 2010 Apr 08, 2010 Apr 11, 2010 Apr 14, 2010 Apr 17, 2010 Apr 20, 2010 Apr23, 2010 Apr 26, 2010 Australia Polish 1
Bangladesh Slovak 1
Show Referral and Regional stats v Canada Simplified Chinese 1
Colombia {China)
Most Popular Messages Germany
1. http:/iow.ly/1s860 Happening now: Global Pulse 2010 - an online collaboration event for socially-engaged participants around the world. http:/iow.ly/1s860 53 Clicks |5:pmn
rance
2. http:/iow.ly/1ApAT = West Bank enirepreneur starts business with single sewing machine http:#ow.ly/1Ap4T #Entrepreneurship 31 Clicks India
3. nttp:/iow.lyMUEpY | Entrepreneur brings the Internet, #nealth and hope to the #Gambia http-#ow.ly/1UEpY #Entrepreneurship #Africa 26 Clicks Kenya
4, http:/iow.ly'iwDFv = Webchat leading up to the Presidential Summit on #Entrepreneurship: Business Education. April 19 @ 8am EDT (12:00 GMT) httpz//ow.ly/1wDFv | 25 Clicks
Le:
5. http:/fow.ly/1zr2k  Call for photos showing your actions to fight #climate #change. Best entries to be shared on FB, americagov. http:fiow.ly/12r2k 21 Clicks e
6. http:/fow.ly"luEzm U.S. eliminates country-based scrutiny for air travelers http://ow.ly/1uEzm 18 Clicks
7. http:liow.lyHyZyD = Press Conference in #Bishkek: Restoring Democracy In #Kyrgyzstan hitp:/ow.ly/1yZyD 15 Clicks
B. http:/iow.lyMuErP A new beginning: U.S. Summit on #Entrepreneurship April 26-27 http:/iow.ly/ 1uErP 13 Clicks
9. http:iowlyMAkd]  U.S., #Afghanistan partner to Improve local #governancs, services http:/iow Iy Akd] 12 Clicks
10. hitp:ffow.lyMwte6 The transformation of U.S. #nuciear policy http:iow.ly/1wte6 #nonproliferation #weapans 11 Clicks
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Next Steps

= Develop a measurement framework

= Be pragmatic in your approach to develop metrics
program — must be tied to goals

s Current social media measures and metrics fail to deliver
actionable insights

= Technologies exist for data collections, but there is no
single tool to adequately measure and provide insight to
citizen engagement
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